ABSTRACT
INTRODUCTION
The Universities and institutions provides research to serve humanity, and it also produces, teaches and implements scientific information, hypothesis and methods; synthesis, and also, synthesis and extending of national culture with international values, developing liberal and creative thoughts. The universities make contributions directly to economic growth and the development of a country by developing human resources, analyzing economic policies and conducting research, making suggestions for economic growth and transferring information technologies to industry (Yilmaz, et al., 2010) . It is important that the requests and expectations of the internal customer (academic staff and administrative staff) and external customer (student, researcher, graduates, student families, society etc.) should be known in higher education (Gencel, 2001 ; cited on Yilmaz, et al., 2010) . Gencel (2001) also suggests that higher education institutions should develop the necessary strategies for meeting these expectations. Higher education institutions have become more competitive due to new education technologies and new electronic information sources.
The concern about education quality in the universities is due to the increase in competition in recent years. Quality of education in the universities depends on social, political, economical, organizational, psychological and pedagogic factors. Improving the education quality is a pedagogical issue. The right conditions need to be created in the education-training process. These conditions include the need to improve the training quality given to administration staff, the need to improve the content of education, development of more effective educational materials and to have suitable levels and quality of staff (Shabanav, 2005) . This is qualitative research which was conducted on students' perception of International Islamic University 
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However, it is a very difficult for the library to fulfil their customers' expectation with existing facilities. This is because customer expectation on services may be different and changes need action from the organization like IIUM library. The application of quality concept will be achieved, when customer expectation is fulfilled through the library facilities or services to achieved high customer satisfaction (Baba and Ali, 2005) . Thus, this quality concept refer to satisfaction that will acquired by user from the effective way of services provides by library.
The necessity on library to provide services quality is very a challenging task to support university's core business to produce number of graduates in every year which is required by the industry. However, the question is; did student obtain the quality that they must get? users. Moreover, the library also has three computer labs as well as computer facilities for the library users.
Literature Review

Theoretical Foundation of Library Services
Higher education is transformed to global phenomena in the developed and developing countries. Since the key of success in economics is based on information, developing techniques and intellectual skills, higher education is becoming more important (Randall, 2002 ).
According to Yilmaz, et al. (2010) , higher education achieved an international dimension gradually by means of globalization. By globalization, rapid technological changes became important in the process of educationtraining in higher education. Pearson and Chatterjee (2004) stated that the rapid technological transformation in the university systems has brought about new expectations.
Entrepreneurial efforts over the last hundred years have been associated with a student centred approach.
Library is an important academic facility at higher level institution. Therefore, library needs to improve their service quality to achieve high students' satisfaction about the library facilities. The higher level of institution provides library facility with best quality service to achieve the objectives and fulfil their customers' expectation. In addition, providing best library services will support the education activities (Buckley, et al., 2003) . According to Doyle (1995) , good library service enhances the quality of education at higher level of institution. She also mentioned that a good library is the heart of a good university which brings academic excellence.
According to Hewlett and Walton (2001) of secure funding and zero accountability.
Implications for Library Services
According to Cordes (2008) 
Usefulness of Library Services
There are two questions about the usefulness of library 
Methodology
The general objective of this study was to investigate the phenomena on student's perception of IIUM library services through qualitative research methods. Aim of study phenomena is to find out student life experiences regarding the IIUM library service quality (Schwandt, 2001 ). According to Giorgi (1989 Giorgi ( , 1997 
Sampling
This research study method was derived from the phenomenological assumptions that means the phenomena was explored by asking individual respondent who has experienced the phenomena to describe his/her experiences (Sale, 2007) . Sampling is therefore, purposeful in that individual who has experienced the phenomena and able to describe his/her perception or experiences about the IIUM library services. This study was conducted a qualitative interviews about the IIUM library services and only five respondents were participated in this study.
Data Collection
In this research, semi-structured interviews were 
Results
This research was conducted face to face qualitative interviews and five respondents were participated in the interviews. Out of five respondents, three were female and two were male students and their mean age was about 21
years. Among these five respondents, four were international students and one was local (Malaysian) student. This research found that all respondents were studying bachelor programme at IIUM as a full time student, but their major of study was different. Three students' major of study was law; one was human science;
and another was engineering science. All five participants responded with some comments and corrections after reading their transcripts. They also confirmed that the transcript was satisfactory to them. However, they did not change the content or meaning of the transcripts.
The structure of reporting the results of this exploratory study has been organized in context of student perception on IIUM library service quality which is as follows:
Students' Perception on Library Service Quality
In this part, the respondents were asked five questions regarding their perception on IIUM library services.
Participants were commented about these five questions were reading at library and they (library staffs) also helped them to find information about the books or cases.
Similarly, library online database and internet service also helped them to find previous examination papers, to get information about the books or cases, and to get softcopy of Malay journal and law cases. In addition, one participant stated that he had positive experience about the IIUM library services because he found that IIUM library has diverse of books and good discussion rooms. Based on the above comments, it revealed that all participants had some negative experiences on IIUM library services. Someone said printing service is very bad and another person said that he had difficulty to find the e-book from the online library database. Third participant mentioned that there is no discussion room for the law student at library and she also mentioned that internet service is very slow and she had a bad experience with a library staff who actually didn't allow her to enter the library, during the office hours. Similarly, another person (participant 4) mentioned that the library staffs are not friendly enough. She also observed that the librarians are not motivated and they don't have smiling face.
Moreover, one participant (participant 5) claimed that library become noisy during the final exam and he found that library has lack of security for the users. 
Discussion and Conclusion
In this study, participants (students) were interviewed to explore their perceptions of the IIUM library service quality.
This research finding indicates that overall all participants were satisfied regarding the service quality of IIUM library, but they were not happy on some library services such as internet service, printing service, reading area, and discussion room. They were argued that they are not getting same privileges of quality services as compare to the other Malaysian public universities' library. They suggested that IIUM library should focus on better quality service according to the students' needs and expectations. According to the five respondents opinions it was clearly understood that IIUM library must improve their service quality in reading room area, discussion room, internet service, and printing service. However, library user expectations could be changed through electronic environment and other facilities. This change will impact at both the macro and micro level on service quality and overall satisfaction of the customer/user (Cullen, 2001 ).
In addition, the respondents also indicated some others problems which are existing in the IIUM library services such as lack of security system, lack of new edition books, lack of discussion room for the law students, lack of printing machines, slow internet service, and unfriendly library staff behaviour. Due to these problems, library service quality could be declined. According to Ababa (2003) , library service quality can be due to some reasons which are • Ensure smooth and seamless access to the library computers.
• Training of staff members in providing quality information services.
Limitations
This research has a number of limitations. Sample size of this research was very few and time was very limited to conduct this qualitative research. The findings might have also varied depending on the group of students interviewed at the main campus of IIUM. Although these study findings are context-specific, but this research elements can be applicable or usefulness in the further study for the students' perception about the other university's library service quality.
